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Abstract 
The current study investigates the impact of several disasters and crises on Malaysian’s hospitality and tourism industry. Th is 
study aims to review some attempts to investigate the impact of disasters, how emergency planning could mitigate these impacts, 
and how to recover from it. Furthermore, it will review the governmental statistics and Malaysia`s growth rate during several 
man-made and natural disasters. This study evaluates the contribution of the Gross domestic product (GDP) in the Malaysian 
economy, then discusses its effects on tourist arrivals to Malaysia and analyse the occupancy rate during the disasters. The 
findings identify that hospitality and tourism sector in Malaysia has been affected by several natural and human made disasters. 
Most of the industry businesses reported a reactive preparedness rather than proactive emergency planning, with relying on the 
government planning to recover shortly from disasters. Strategies like increasing service quality, hotel renovation, tax reduction, 
cheap tour packages, and the important role of media should be used to recover from disasters. Unfortunately, emergency 
planning for the disaster has been a dereliction by industry key players. 
© 2014 The Authors. Published by Elsevier Ltd. 
Selection and peer-review under responsibility of the Organizing Committee of Asia Euro Conference 2014. 
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1. Introduction 
Since the last few decades, the tourism and hospitality industry in the world generally and in Southeast Asia, 
particularly, has been subjected to several disasters and crises affecting the inbound arrivals and tourist revenue, 
creating multiple challenges for the private and public sectors (Prideaux, 2004). A wave of catastrophic events, such 
 
 
* Corresponding author. Tel.: +6-019-595-4499; fax: +6-04-658-9666. 
E-mail address: battat_ahmed@yahoo.com 
 2014 Elsevier Ltd. This is an open access article under the CC BY-NC-ND license 
(http://cre tivecommons.org/licenses/by-nc-nd/3.0/).
Peer-review under responsibility of the Scientific Committee of 5AEC2014.
46   Ahmad Rasmi AlBattat and Ahmad Puad MatSom /  Procedia - Social and Behavioral Sciences  144 ( 2014 )  45 – 53 
as the September 11 attacks on the World Trade Center in New York (Blake & Sinclair, 2003), terrorist attacks in 
Bali (Hitchcock & Darma Putra, 2005), Southeast Asia Tsunami (Cohen, 2007; Rittichainuwat, 2006), Arab spring 
revolution (Cordesman, 2011), have increased awareness among hospitality and tourism scholars, raising questions 
about how to read, manage and mitigate the effects of such events on the hospitality and tourism sectors (Cohen, 
2008; Oliver-Smith & Hoffman, 1999). Other scholars identified the major failures when dealing with disasters and 
hazardous events (Gheytanchi et al., 2007). Scholars explain how hospitality organizations could benefit from 
applying emergency management to prevent losses, and the important role of media to enhance the destination image 
(Hystad & Keller, 2008).    
Disaster has been defined by the Malaysian National Security Council Directive 20 (2003) as “an emergency 
situation of some complexity that will cause the loss of lives, damage of property and the environment, and harm 
local social and economic activities”. Perry and Quarantelly (2004) defined the disaster as “an extreme event with a 
natural, technological or social cause that has consequences in term of casualties, destruction, damage and 
disruption”. Casualties which have a broader term that include disasters, catastrophes, and disruptive events has been 
defined as “an imminent or actual event that threatens people, property or the environment and which requires a co-
ordinated and rapid response” (Perry & Quarantelly, 2004). These emergency situations have been classified into 
natural and man-made disasters. The catastrophic events caused by nature, such as floods, tsunamis, typhoons, etc. 
are called natural disasters, and can't be controlled by humans, and often termed “Act of God” (International 
Federation of Red Cross and Red Crescent Societies IFRCRCS, 2003). Richardson (1994) asserted that man-made 
disasters are known as socio-technical disasters and could be occurred in four types: technical disasters, transport 
failure, stadia or “public place” failures, and production failures.  
This research investigates the impact of current disasters on Malaysian hospitality and tourism industry as one of 
the most popular destinations in Southeast Asia. Semi-structured interviews were conducted with key industry 
players in Malaysia, using a purposeful snowball method. Questions were asked about the current disasters affecting 
hospitality and tourism industry in Malaysia, and the most effective strategies for coping with such hazardous 
events. In spite of several researches on disaster and crisis management in hospitality and tourism studies, this field 
is relatively new and more studies should be done to investigate the impact of disasters in Southeast Asia as a whole 
and Malaysia in particular. After a brief introduction of the study, this research will review related literature, present 
the study findings, and then highlight the main points in the conclusion section. 
2. Literature Review 
2.1. Emergency Planning 
The last few decades have witnessed a considerable increment in the number, scope and complexity of disasters 
and emergencies. Planning is a process; created plans should be tested and evaluated through practice. Helsloot and 
Ruitenberg (2004) explain that the difference between planning and preparedness comes from the practice. Planning 
should be the standard of preparedness. Alexander (2002) defined the emergency plan as “a co-ordinated set of 
protocols for managing an adverse event, whether expected or untoward, in the future”. Every emergency is unique, 
but with enough common ground between them it will be easier to make predictions, forecasting, warning, and 
planning (Alexander, 2005). Therefore, it is very important to attract more attention to emergency preparedness, and 
the planning process to manage, overcome and recover emergencies (Alexander, 2005). Emergency planning and 
recovery can be a great challenge to any business, especially hospitality industry regarding to the worse situation 
from experiencing an emergency event far from home. In a stricken destination, tourists are coming from anywhere 
on earth and speak different languages (Stahura et al., 2012).     
Scholars have argued that a lot of investigations should be done to determine the management model or 
methodology to come out by the best impact when preparing for, reacting to, and recover from a disaster or an 
emergency situation. These arguments started by Quarantelli (1970) and his continuous research during the last few 
decades in disaster management. Further, he mentioned that planning is not managing disasters, and future disasters 
are not a repeat of the past. Drabek (1995) determined the effect of planning on preparedness, forces, and lessons 
could be learned. He examined the level of disaster preparedness and evacuation planning for tourist businesses, and 
he found several lessons to be learned such as: action plans, who’s in charge, and communication. 
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The quality of emergency planning should be monitored, evaluated, and improved for several reasons. First, 
emergency management is not yet a fully-fledged profession (Crews, 2001), with a lack of adequate training and 
specialist knowledge for emergency planners. Second, inefficiency in emergency planning which raises the 
mismatches between the procedures and available resources in balance with chronic emergency needs. Third, 
emergency planning should be a dynamic continuous process, since it's become static it will be mutated to become 
dysfunctional (Perry & Lindell, 2003). Paton (2003) argued that emergency planning is not a continuous process and 
to be regarded to be ended by itself. Alexander (2005) defends this statement and argued that it should be 
dynamically processed to insure functionality. Planning by hotels should be in collaboration with local authorities to 
bridge the gap between internal and external plans (Stahura et al., 2012). Fourth, informal planning which contains 
vague definition of responsibilities and procedures, and poorly indicated (Dynes, 1998). Finally, emergency plans 
shouldn’t be isolated from presiding laws and regulations. Scholars have noted that emergency planning should in a 
multi organizational nature (Perry & Lindell, 2003). Good plans and teams are essential requirements for surviving 
from disasters. Hard work and many difficult decisions are very important in the case of emergency recovery. From 
the end of post-emergency period until the reestablishment of the trend line emergency recovery involves all effort 
to deal, manage and recover from the disastrous situation. 
 
2.2. Disaster Recovery 
In the wake of disaster, resource reorganization is essential regarding the challenges facing the hotels in post-
emergency and recovery stage based on flattening organizational structure, team dealing with emergencies (Burritt, 
2002). Eisendrath et al. (2008) mention that recovery is the case when the business operations return back to 
normalities. After the disastrous event end, disaster recovery effort should begin directly to re-establish normal 
social, economical, political routines and encompasses multiple activities (Lindell, 2011). Faulkner (2001) 
mentioned that recovery is the stage where self analysis, healing, the time needed to rebuild damages, and employed 
the actions. Spillan et al. (2011) mention that in the stage of recovery an effective communication system should be 
activated with key stakeholders to share the information and manage the emergency situation.     
The recovery stage offers a great opportunity to increase the local organization’s capacity to facilitate all sector 
development for a long time after the disaster (Berke et al., 1993). Berke et al. (1993) argued that recovery could 
offer multiple benefits to the organization such as reducing costs, increasing effectiveness, updating policies, and 
reducing future hazard vulnerability, by altering the physical development pattern and strengthen hazard mitigation 
immediately following a disaster. Surprisingly, Drabek (1986) mentioned that in the four phases of a disaster, the 
recovery phase is the least studied by scholars and the most poorly understandable.   
As one of the very important stages of disaster life cycle models proposed by several scholars, recovery stage 
gets more attention in Roberts (1994), Fink (1986), Mitroff (1988), Pearson and Mitroff (1993) and Faulkner (2001) 
models (See Table 1). In the recovery stage, the emergency management plan’s could be measured in the ways: first, 
the speed which the hotel or the hospitality organization could recover and continue business operation; second, to 
which degree the business recover to the pre-disaster level and back to normalities; and third, to which amount of 
disaster resistance added to the disastrous event. In this case hospitality organization will gain the accurate 
knowledge and learn the lessons incorporated into the preparedness stage to avoid future disasters. 
2.3. Disaster Management in Malaysia 
The Asia Pacific region has become one of the most growing destinations for the last two decades. Malaysia as a 
part of the South East Asia region have rapidly growing impressive growth, Malaysia received 10.2 million arrivals 
in the year 2000, spending 17.3 billion RM to 25.03 million arrivals, spending 60.6 billion RM in the year 2012 
(Tourism Malaysia, 2013) (Table 2). Based on Tourism Malaysia (2012) report, the top ten major markets of 
Malaysia tourist arrivals in 2011 are coming from Singapore, Indonesia, and Thailand which are neighboring 
countries (see Table 3). These countries compared to the rest of the top ten markets, spend less for accommodation, 
food and transportation. Other countries such as China, India, Australia and South Korea consider as the long-haul 
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countries with high expenditure on everything (Mazumder et al., 2011). Tourism contributes about 12% to the GDP 
in 2013 and expected to contribute about 12.5% in the year 2014 (All Business Daily, 2014). 
 
            Table 1: Disaster Life Cycle Models 
Author Type of Disaster Content of the model 
Roberts (1994) Natural Disaster 
–Flood 
1. Pre-event Phase 
2. Emergency Phase 
3. Intermediate Phase 
4. Long-term Phase (Recovery) 
Fink (1986) General 1. Prodormal Stage 
2. Acute Stage 
3. Chronic Stage (Recovery) 
4. Resolution Stage 
Faulkner (2001) Natural Disaster 
–Flood 
1. Pre-event 
2. Prodormal 
3. Emergency 
4. Intermediate 
5. Long-term (Recovery) 
6. Resolution 
Mitroff (1988) 
Pearson and Mitroff (1993) 
Management 1. Signal detection 
2. Preparation/ Prevention 
3. Containment/ Damage limitation (Recovery) 
4. Learning 
Wilks and Moore (2005) General 1. Reduction 
2. Readiness 
3. Response 
4. (Recovery) 
                             Adopted from: (Ritchie, 2004) 
 
               Table 2: Tourist arrivals and Receipt to Malaysia 
Year Arrivals (Million) Receipts (RM) 
2012 25.03 60.6 Billion 
2011 24.71 58.3 Billion 
2010 24.6 56.5 Billion 
2009 23.6 53.4 Billion 
2008 22.0 49.6 Billion 
2007 20.9 46.1 Billion 
2006 17.45 36.3 Billion 
2005 16.4 32.0 Billion 
2004 15.7 29.7 Billion 
2003 10.5 23.1 Billion 
2002 13.2 25.8 Billion 
2001 12.7 24.2 Billion 
2000 10.2 17.3 Billion 
                                          Source: (Tourism Malaysia, 2013) 
 
                                           Table 3: Malaysia Top Ten Markets in term to Arrivals 
        Country      Arrivals (2011)                   
Singapore 13,372,647 
Indonesia 2,134,381 
Thailand 1,442,048 
China 1,250,536 
Brunei 1,239,404 
India 693,056 
Australia 558,411 
The Philippines 362,101 
United Kingdom 403,940 
Japan 386,974 
South Korea 263,428 
Taiwan 233,783 
                                           Source: (Tourism Malaysia, 2012) 
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Geographically Malaysia is outside the Pacific edge of the fire and comparatively free from any pillage and 
destruction caused by natural disasters such as earthquake, volcano, and typhoons. But it’s subjected to monsoon 
floods, landslides, and severe haze. Also, Malaysia experience from time to time some human-made disasters which 
affect the hospitality industry and cause remarkable damages to lives and properties (Shaluf, 2006). During the 
period of 1968-2004 Malaysia has experienced 39 disasters, classified as natural, human-made, and subsequent 
disasters, caused 1,742 deaths and 2,713 injuries (Aini et al., 2001; Khan & Ali, 2001). The matter raises the need 
for setting up for advanced warning systems, forecast future disasters, and effective disaster management in order to 
reduce the effect of such disasters on the hospitality industry (Shaluf, 2006).     
In their study, Aini and Fakhrul-Razi (2007) mention that after several disasters affecting Malaysia the 
government has lunched new mechanism for disasters, and enhance the local knowledge, specialized rescue 
operations by establishing the Special Malaysian Disaster Assistance and Rescue Team (SMART), and the National 
Security Council (NSC) to be responsible about disaster management under the Directive No. 20 “The policy and 
Mechanism of National Disaster Management and Relief” (National Security Council, 1997). The directive 
highlights the policy on disaster management and relief, also the roles and responsibilities of different agencies 
involved in managing disasters when occurred. Also, set up all inclusive emergency management programs to be 
well prepared and insure preparation, prevention, and mitigate the effect of disasters (Aini & Fakhrul-Razi, 2007). 
During the disaster, the organization of emergency management and decision making process could be at three 
levels in order to manage the disaster effectively. The first level described as catastrophic natural events such as 
floods, mudslides, landslides, and beach erosion. The second level described the human-made disasters like 
explosion, pollution, accidents. While, the third level when a disaster strike two or more states and the local 
authorities fail to respond to it by their resources, the federal government will involve in the disaster reliefs. 
Furthermore, use some foreign assistance if needed (Shaluf, 2006) (See table 4). 
 
          Table 4: Disaster level in Malaysia 
Disaster level Description 
Level I (District level) Localized emergency where the disaster response could be 
managed by local resources. 
Level II (State level) Two areas are affected be emergency situation and need support 
from outside. 
Level III (National level) Complex disaster which affected the areas in all states. 
                            Adopted from: (Baharin et al., 2009) 
3. Methodology 
This study aims to investigate the effect of crisis and disasters on the tourism and hospitality industry in 
Malaysia, emergency planning and disaster recovery. To undertake this study, a qualitative research methodology 
was considered the most appropriate method to describe the existing issues related to disasters and crises affecting 
Malaysia (Chaudhary, 1991). Secondary information was assembled from governmental resources, while in the 
qualitative approach, semi-structured face-to-face interviews have been used (Riley & Love, 2000). The use of semi-
structured interviews conducted in June 2012, with a number of pre-determined questions, facilitated the scientific 
comparison between the responses of participating interviewees (Walle, 1997). 33 key persons in charge of 
Malaysian tourism and hospitality industry were interviewed (Sandelowski, 1995); this sample was selected using 
the purposeful snowball method. Regarding this method, personal links were used to identify the most 
knowledgeable persons. The sample size was determined using the ‘saturation criterion’, mentioned by Patten 
(2007): “at the point at which several additional participants fail to respond with new information that leads to the 
identification of additional themes, the researcher might conclude that the data collection process has become 
saturated” (p. 152). The senior managers were drawn from the tourism and hospitality organizations in Malaysia, 
namely, the tourism department, hotels, tour operators, and travel agencies. The materials collected in this study 
were subjected to qualitative thematic analysis aiming to uncover the prevalent themes by identifying, describing 
and reporting the content of data. Results will be outlined next, featuring direct quotations to support the study’s 
findings. 
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4. Findings and Discussion 
 
This research was carried out among a number of Malaysian Hospitality and Tourism key players in Federal 
Territories of Kuala Lumpur, Putrajaya, and Selangor, Pulau Penang, Kedah (Langkawi), Sabah and Sarawak. To 
investigate a variety of issues related to emergency management and disaster recovery in the Malaysian hospitality 
industry. Issues however explored type of disasters, emergency planning, and strategies for response, disaster 
recovery, and recommendations from the interviewees.  
4.1. Typology and Impact of Disasters 
Malaysia was not immune from several types of disasters affecting the hospitality and tourism industry in 
Southeast Asia and the rest of the world. Respondents admitted that hospitality and tourism sectors in Malaysia had 
been affected by several local, regional, and global disasters. Disasters classified as diseases, terrorism, natural 
disasters, and economics. Arising broadly outside Malaysia, these disasters were an issue of deep concern to the 
hospitality and tourism industry, there were differences among respondents in perceived impact, however, 
depending upon the scale, size of business, and stricken locations. Each disaster had its own characteristics, during 
the outbreak of SARS, hospitality industry received a formidable shock and international arrivals reduced by 20% in 
some states. Approximately, all respondents emphasized that SARS and Avian flu created intricate situation and “it 
took us more than 6 months to recover”. In line with epidemics, tourist arrivals fluctuated in Malaysia and 
surrounded region regarding the first Bali bombing in 2002, and the second Bali bombing 2005. “Though it occurred 
in Indonesia but it affects Malaysian hospitality industry” regarding to the opinion of Malaysian key players. 
Furthermore, the bad impact of media, which mention that the ripple impact was happened in Malaysia which 
pointed out in an article published in the Asian Wall Street Journal. The matter which forces the government to 
“spend a lot of money” to market Malaysia as a terrorist-free destination. 
According to respondents, the deep impact of the Asian tsunami caused losses estimated at around RM30 million 
(US$8 million) in the northern affected states of Perak, Perlis, Penang and Kedah. Some hotels and beach resorts 
suffered a lot from dropping tourist arrivals for a short period of time. Malaysia as a preferred destination for tourists 
from Australia, Finland, UK, USA, and Germany. The tourism and hospitality industry also affected by the global 
economic crisis and the outbreak of H1N1 in 2008 and 2009. The key respondents claimed that the severe impact 
was due to reservation cancellation, reducing the length of stay with less expenditure from tourists. This situation 
affects all key players in tourism business, hotels, airlines, and tour operators. Senior managers emphasized that 
dramatic drop in hotel occupancy rates has been experienced. With less spending on leisure, shopping, food and 
beverage, especially SMEs who clarifies that they were “unable to cope with disaster without financial support”. 
Tour operators suffered from “the drop in tour packages” from the western markets from USA and Canada, 
Scandinavian countries, west and central Europe, Australia and New Zealand as respondent answers, but other 
individual trips or necessary trips were not affected regarding to various purposes such as health or business. 
Airlines are another industry affected by these emergencies regarding to the increment in the fuel price, forced to 
close some non-profitable routes to minimize losses, like what happened when Malaysian airlines stop their flight 
services from Kuala Lumpur to Zurich. But, surprisingly Air Asia as one of the most famous low cost airlines didn’t 
suffer from this emergency. Respondent raise a very important issue mentioned that more tourists come from 
Middle-East region in the last two years. This will give indications that the Middle-East revolutions created 
opportunities for Malaysia to attract more tourists from the aforementioned region. 
4.2. Emergency Planning and Disaster Recovery 
Respondents also were asked how they managed and recovered from these disasters, and how they used 
emergency planning to return back to normalities. Respondents from the government asserted that they introduced 
recovery marketing campaigns to promote Malaysia like “Cuti Cuti Malaysia” to convince domestic tourists. Also, 
the government start to give the citizen paid leave if they want to travel domestically. Furthermore, produce 
different tourism product like agro-tourism, rural tourism, and home stay. From their side, hotels also start to attract 
domestic tourists by providing massive discounts, especially in low seasons, in the weekdays, and during disasters. 
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To compensate the shortage of outbound tourism, tour operators start to find citizens who prefer to travel overseas 
and shifted them to the mid-haul destination such as Indonesia, Thailand, The Philippines, Taiwan and China. The 
majority of respondents agreed that marketing campaign strategies undertaken have a very strong influencing others 
to visit Malaysia such as “Visit Malaysia year”, “Malaysia truly Asia”, and “Malaysia my second home”. This 
publicity fosters the recovery process, and gives the confidence to the tourist to return back to Malaysia. Other 
strategies have been used to recover from the disasters such as increasing the service quality, hotel renovation, tax 
reduction, and cheap tour packages. Confirmed by respondents from industry who stated that marketing recovery 
campaign`s efforts had made a difference, and was very important to sustain the business. Results suggest that 
majority of respondents support the government marketing campaigns following disasters. 
Respondents from industry confessed that they don’t have any emergency planning for disasters. They argued 
that they implemented some recovery strategies in the past with no impact, as they overshadowed by the negative 
impact of disasters especially with the negative role of media coverage. Respondents who don’t have proactive 
planning and recovery strategies reported that they don`t want to do such kind of planning if the disaster will occur 
again, and conclude that “we don’t have sufficient resources”, “our work is too small” and “what we can do in the 
face of disasters”. While, other respondents reported that they have emergency planning for disasters and hazardous 
events. Few of them have formal written plans, and other noted that they develop non documented plans. This will 
give an indication that bottom-up to emergency proactive planning is not effective, since some respondents seem 
unwilling to develop their own proactive plans. Further questions to the respondents about the contents of their 
written plans, around half of them report that their plans are “general” or merely “fire and evacuation plans”. And a 
quarter of the respondents listed two or more emergency planning scenarios to deal and recover from disasters. 
Respondents from government agencies and large business mentioned that information and experience from 
disasters would increase emergency planning and recovery strategies will increase awareness of the potential threats, 
and give a better understanding of the role of government and other organizations in the three stages of disaster; 
before a disaster (proactive emergency planning), during a disaster (response), and after a disaster (recovery). While, 
small and medium business claims that they don’t have this kind of planning regarding “lack of money”, “lack of 
education and awareness”, and “the nature of their business”. This will give an indication that although disasters 
affected hospitality in Malaysia, respondents in the case of disasters acted based an ad hoc manner with no priority 
for emergency planning in the industry. 
5. Conclusion  
Malaysia has subsequently been struck by a range of global and regional disasters. Reflecting the hospitality and 
tourism industry's vulnerability to hazardous events in the internal and external environment, they have caused 
dramatic fluctuations in Tourist arrivals and revenue. Events discussed in this research disclose a wave of disaster 
and crisis affecting the hospitality and tourism industries in Malaysia over the last few decades, which affects this 
industry’s contribution to Malaysian GDP and reveals the multiplier effect on the economy. The finding emphasizes 
the power of media in clearing the ambiguity, which helps marketing efforts towards tourists to change their 
attitudes and visit Malaysia rather than visiting hazardous destinations. Proactive emergency planning and the urgent 
need for better cooperation, coordination and awareness efforts among the industry stakeholders, government 
agencies, and local communities could mitigate the negative impact of hazardous events, allowing organizations to 
learn from the past to prevent the same effects in the future. Increase awareness, enhance services, secure sufficient 
fund, emergency planning knowledge will help the industry to be well prepared for future disasters.             
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